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Proposal Application Checklist 
Applicant: RFP No.: HTH 420-11-05

The applicant’s proposal must contain the following components in the order shown below.  This checklist must be signed, dated and returned to the
state purchasing agency as part of the Proposal Application.  *SPO-H forms are located on the web at http://www.spo.hawaii.gov Click Procurement of
Health and Human Services and For Private Providers.*

Item Reference in RFP
Format/Instructions

Provided

Required by
Purchasing

Agency

Completed
by

Applicant
General:
Proposal Application Identification
Form (SPO-H-200)

Section 1, RFP SPO Website* X

Proposal Application Checklist Section 1, RFP Attachment A X
Table of Contents Section 5, RFP Section 5, RFP X
Proposal Application
(SPO-H-200A)

Section 3, RFP SPO Website* X

Registration Form
(SPO-H-100A)

Section 1, RFP SPO Website* (Required if
not

Registered)
Tax Clearance Certificate
(Form A-6)

Section 1, RFP Dept. of Taxation
Website (Link on SPO
website)*

Cost Proposal (Budget)
SPO-H-205 Section 3, RFP SPO Website* X
SPO-H-205A Section 3, RFP SPO Website*

Special Instructions is
applicable, Section 5

X

SPO-H-205B Section 3, RFP, SPO Website*
Special Instructions,
Section 5

SPO-H-206A Section 3, RFP SPO Website* X
SPO-H-206B Section 3, RFP SPO Website* X
SPO-H-206C Section 3, RFP SPO Website* X
SPO-H-206D Section 3, RFP SPO Website* X
SPO-H-206E Section 3, RFP SPO Website* X
SPO-H-206F Section 3, RFP SPO Website* X
SPO-H-206G Section 3, RFP SPO Website*
SPO-H-206H Section 3, RFP SPO Website* X
SPO-H-206I Section 3, RFP SPO Website* X
SPO-H-206J Section 3, RFP SPO Website* X
Certifications:
Federal Certifications Section 5, RFP X
Debarment & Suspension Section 5, RFP X
Drug Free Workplace Section 5, RFP X
Lobbying Section 5, RFP X
Program Fraud Civil Remedies Act Section 5, RFP X
Environmental Tobacco Smoke Section 5, RFP X
Program Specific Requirements:

Authorized Signature Date

http://www.spo.hawaii.gov/


Attachment B

Sample Table of Contents
for the POS Proposal

Application



SAMPLE

Proposal Application
Table of Contents

I. Program Overview ............................................................................................1

II. Experience and Capability ..............................................................................1
A. Necessary Skills .....................................................................................2
B. Experience ...............................................................................................4
C. Quality Assurance and Evaluation ..........................................................5
D. Coordination of Services .........................................................................6
E. Facilities ..................................................................................................6

III. Project Organization and Staffing...................................................................7
A. Staffing ....................................................................................................7

1. Proposed Staffing .....................................................................7
2. Staff Qualifications ..................................................................9

B. Project Organization..............................................................................10
1. Supervision and Training .......................................................10
2. Organization Chart (Program & Organization-wide)

(See Attachments for Organization Charts)
IV. Service Delivery ...............................................................................................12

V. Financial ...........................................................................................................20
See Attachments for Cost Proposal

VI. Litigation ..........................................................................................................20

VII. Attachments
A. Cost Proposal

SPO-H-205 Proposal Budget
SPO-H-206A Budget Justification - Personnel: Salaries & Wages
SPO-H-206B Budget Justification - Personnel: Payroll Taxes and
Assessments, and Fringe Benefits
SPO-H-206C Budget Justification - Travel: Interisland
SPO-H-206E Budget Justification - Contractual Services – Administrative

B. Other Financial Related Materials
Financial Audit for fiscal year ended June 30, 1994

C. Organization Chart
Program
Organization-wide

D. Performance and Output Measurement Tables
Table A
Table B
Table C

Program Specific Requirements
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SPECIAL CONDITIONS

1. Time of Performance.  The PROVIDER shall provide the services required 

under this Agreement from _____________, to and including ___________, unless this

Agreement is extended or sooner terminated as hereinafter provided.

2. Option to Extend Agreement.  Unless terminated, this Agreement may be 

extended by the STATE for specified periods of time not to exceed three (3) years or for not

more than three (3) additional twelve (12) month periods, without resolicitation, upon mutual

agreement and the execution of a supplemental agreement.  This Agreement may be extended

provided that the Agreement price shall remain the same or is adjusted per the Agreement Price

Adjustment provision stated herein.  The STATE may terminate the extended agreement at any

time in accordance with General Conditions no. 4.

3. Agreement Price Adjustment.  The Agreement price may be adjusted prior to the

beginning of each extension period and shall be subject to the availability of state funds. 

4. Audit Requirement.  The PROVIDER shall conduct a financial and compliance

audit in accordance with the guidelines identified in Exhibit _____ attached hereto and made a

part hereof.  Failure to comply with the provisions of this paragraph may result in the

withholding of payments to the PROVIDER. 

5. The PROVIDER shall have bylaws or policies that describe the manner in which

business is conducted and policies that relate to nepotism and management of potential conflicts

of interest.
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DRAFT XX/XX/XX
ADULT MENTAL HEALTH DIVISION

POLICY AND PROCEDURE MANUAL

AMHD Administration

SUBJECT:  Consumer Rights 

REFERENCE:  

Number:  60.X00X.NEW

Effective Date:  XX/XX/XX
History:  New

Page:  1 of 7

Recommended:

_____________________________
Title: Medical Director, AMHD

APPROVED:

_____________________________
Title:  Chief, AMHD                       

PURPOSE

To ensure that specified rights of each consumer are protected.

POLICY

Each provider shall have a statement designed to protect consumer’s rights and comply with
requirements of the Americans with Disabilities Act.  The statement shall be:

a. Consistent with Federal and State laws and regulations;

b. Posted in strategic and conspicuous areas to maximize consumer, family and staff
awareness;

c. Signed and dated by the consumer prior to treatment; and

d. Maintained in the treatment records of consumers.

PROCEDURE

A. The statement given to consumers must include at the minimum the following language:
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1. You have rights no matter what your situation is.  Adult Mental Health Division
(AMHD) and all its providers will uphold these rights.  You have these rights
regardless of your:

• Age

• Race

• Sex

• Religion

• Culture

• Amount of education

• Lifestyle

• Sexual orientation

• National origin

• Ability to communicate

• Language spoken

• Source of payment for services

• Physical or mental disability

2. You have the right to be treated with respect and dignity, and to have your right to
privacy respected.

3. You have the right to know about the AMHD, the services you can receive, who
will provide the services, and their training and experience.

4. You have the right to have as much information about your treatment and service
choices as you need so you can give an informed consent or refuse treatment.  This
information must be told to you in a way you can understand.  Except in cases of
emergency services, this information shall include a description of the treatment,
medical risks involved, any alternate course of treatment or no treatment and the
risks involved in each.
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5. You have a right to information about your medications; what they are, how to take
them, and possible side effects.

6. You have a right to be informed of continuing care following discharge from the
hospital or outpatient services.

7. You have a right to look at and get an explanation of any bills for non-covered
services, regardless of who pays.

8. You have a right to receive emergency services when you, as a prudent layperson,
acting reasonably, would believe that an emergency medical condition existed.
Payment for emergency services will not be denied in cases when you go for
emergency services.

9. You have a right to receive emergency services when traveling outside the State of
Hawaii when something unusual prevents you from getting care from an AMHD
provider.

10. You have a right to usually have the same provider when you get services.

11. You have a right to an honest discussion with your providers of the options for your
treatment, regardless of cost and benefit coverage.

12. You have a right to be advised if a provider wants to include you in experimental
care or treatment.  You have the right to refuse to be included in such research
projects.

13. You have a right to complete an advance directive, living will, psychiatric advance
directive, medical durable powers of attorney or other directive to your providers.

14. You have a right to have any person who has legal responsibility make decisions for
you regarding your mental health care.  Any person with legal responsibility to
make health care decisions for you will have the same rights as you would.

15. You have the right to know all your rights and responsibilities.

16. You have the right to get help from AMHD in understanding your services.

17. You are free to use your rights.  Your services will not be changed and you will not
be treated differently if you use your rights.

18. You have the right to receive information and services in a timely way.
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19. You have the right to be a part of all choices about your treatment.  You have the
right to have a copy of your written Individual Service Plan.

20. You have the right to disagree with your treatment or to ask for changes in your
Individual Service Plan.

21. You have the right to ask for a different provider or case manager.  If you want a
different provider or case manager, we will work with you to find another one in the
AMHD network.

22. You have the right to refuse treatment to the extent allowed by the law.  You are
responsible for your actions if you refuse treatment or if you do not follow your
providers’ advice.

23.  You have the right to get services in a way that respects your culture and what you
believe in.

24. You have the right to an interpreter, if needed, to help you speak to AMHD or your
providers.  You have the right to have an interpreter in the room when your provider
sees you.

25. You have the right to ask us to send you mail and call you at the address or
telephone number of your choice, in order to protect your privacy.  If we cannot
honor your request, we will let you know why.

26. You have a right to a second opinion when deciding on treatment.

27. You have the right to expect that your information will be kept private according to
the Privacy law.

28. You have the right to complain about your services and to expect that no one will
try to get back at you.  If you complain, your services will not stop unless you want
them to.

29. You have the right to be free from being restrained or secluded unless a doctor or
psychologist approves, and then only to protect you or others from harm.  Seclusion
and restraints can never be used to punish you or keep you quiet.  They can never be
used to make you do something you don’t want to do.  They can never be used to
get back at you for something you have done.
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If you have any questions or concerns about these rights, you can speak to the Rights
Advisor at your Community Mental Health Center or call the AMHD Consumer Advisor
at (808) 586-4688.

B. Each consumer must be provided an orientation to the program at a level educationally
appropriate for the consumer, communicated in either the consumer’s native language or
sign language, as is appropriate for the individual.  Documentation of the orientation
must be kept in the consumer’s treatment record and signed and dated by the consumer.
If a consumer who received the orientation refuses to sign the form acknowledging that
he/she received information regarding his/her rights, the staff shall document on the form
that the consumer refuses to sign and the date that the information was provided to the
consumer.  At a minimum such orientation must include:

1. An explanation of the:

a) Rights and responsibilities of the consumer,

b) Grievance and appeal procedures

c) Ways in which input is given regarding:

• the quality of care

• achievement of outcomes

• satisfaction of the consumer

2. An explanation of the organization’s:

a) Services and activities

b) Expectations

c) Hours of operation

d) Access to after-hour services

e) Code of ethics

f) Confidentiality policy
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g) Requirements for follow-up for the mandated consumer served, regardless of
his or her discharge outcome

3. An explanation of any and all financial obligations, fees, and financial arrangements
for services provided by the organization

4. Familiarization with the premises, including emergency exits and/or shelters, fire
suppression equipment, and first aid kits

5. The program’s policies regarding:

a) the use of seclusion or restraint

b) Smoking

c) Illicit or licit drugs brought into the program

d) Weapons brought into the program

6. Identification of the person responsible for case management

7. A copy of the program rules to the consumer, that identifies the following:

a) Any restrictions the program may place on the consumer

b) Events, behaviors, or attitudes that may lead to the loss of rights or
privileges for the consumer

c) Means by which the consumer may regain rights or privileges that have been
restricted

8. Education regarding advance directives, when legally applicable

9. Identification of the purpose and process of the assessment

10. A description of how the Individualized Service Plan (ISP) or other plan will be
developed and the consumer’s participation

11. Information regarding transition criteria and procedures
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12. When applicable, an explanation of the organization’s services and activities
include:

a) Expectations for consistent court appearances

b) Identification of therapeutic interventions, including:

• Sanctions

• Interventions

• Incentives

• Administrative discharge criteria

Date of Review:___/___/___; ___/___/___; ___/___/___; ___/___/__

Initials:      [_________]  [_________]  [_________]  [________]
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DRAFT XX/XX/XX
ADULT MENTAL HEALTH DIVISION
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SUBJECT:  Consumer Grievances 

REFERENCE:   Consumer Appeals, Consumer Rights,
Consumer Handbook

Number:  60.X00X.NEW

Effective Date:  XX/XX/XX
History:  New

Page:  1 of 6

Recommended:

______________________________
Title:  Medical Director, AMHD

APPROVED:

______________________________
Title:  Chief, AMHD                       

PURPOSE

To outline the internal process and procedure for reviewing and resolving consumer grievances
or any expressions of dissatisfaction.

POLICY

The grievance process is administered by Adult Mental Health Division’s (AMHD) Office of
Consumer Affairs.

A description of AMHD’s grievance process is included in the Consumer Handbook, which is
distributed to all consumers within ten (10) days of entry into the AMHD service system.  There
is no punitive or retaliatory action taken against a consumer, consumer advocate or provider,
acting on behalf of the consumer, for filing a grievance.

DEFINITIONS

• Action – The denial or limited authorization of a requested service, including the type or
level of service; the reduction, suspension, or termination of a previously authorized service;
the denial, in whole or in part, of payment for a service; the failure to provide services in a
timely manner, unreasonable delays in services, or grievances not acted upon within
prescribed timeframes.
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• Appeal – A request for review of an action made by AMHD, as “action” is defined.
Consumer Appeals are discussed in a separate policy and procedure.

• Consumer – Anyone who is receiving services or potentially could be eligible to receive
services.

• Grievance – An expression of dissatisfaction from a consumer or provider, or any authorized
representative on behalf of the consumer about any matter other than an action, as “action”
is defined.

• Grievance Review – A review process for grievance resolutions.  A consumer may request a
“grievance review” by AMHD if they do not agree with a provider’s resolution of a
grievance.

• Inquiry – A contact from a consumer, or on behalf of the consumer, that questions any
aspect of AMHD’s or a provider’s operations, activities, or behavior, or to request change to
another provider, and does not express dissatisfaction.

PROCEDURE

1. Inquiry

A. Consumers should call their Case Manager for any Inquiry or question regarding any
aspect of AMHD or a provider’s operations, activities, or behavior, or request to
change to another provider.

B. If during the contact, the consumer expresses dissatisfaction of any kind, the Inquiry
becomes an expression of dissatisfaction and becomes a Grievance or Appeal (see
Grievance and Appeal process below).

2. Grievance

A. Consumers may file a grievance if they express any dissatisfaction in regards to the
following:
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• AMHD or provider’s operations

• AMHD or provider’s activities

• AMHD or provider’s failure to respect the consumer’s rights

• AMHD or provider’s behavior

• Provider or AMHD employee is rude

• Provider quality of care

• AMHD or provider’s privacy practices – copies of these grievances are also
forwarded to AMHD’s Privacy Officer.

B. A consumer, provider or a consumer’s authorized representative, acting on behalf of
the consumer, may file a grievance orally or in writing.

(1) For oral filing of grievance, the consumer may call the Office of Consumer
Affairs and a Consumer Specialist will assist the consumer in writing the
grievance by completing an AMHD Consumer Grievance Form (see
Attachment A), however, any AMHD staff may assist the consumer and may
complete the Grievance Form.  The Consumer will be given an option to
receive a copy of the written grievance.  The form is forwarded to the
individual responsible for tracking grievances within the Office of Consumer
Affairs who is defined as the Grievance Coordinator.

(2) If a provider or an authorized representative on behalf of the consumer files
the grievance orally, the consumer must give written authorization.

(3) The Grievance Coordinator directs the grievance to the appropriate
individual within AMHD for investigation and resolution of the grievance.
That individual forwards the written results of their investigation and
resolution to the Grievance Coordinator for data entry and tracking.
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(4) All written grievances should be submitted to:

Adult Mental Health Division
Office of Consumer Affairs
Grievance Coordinator
P.O. Box 3378
Honolulu, Hawaii 96801-3378

(5) Within five (5) working days of the receipt date, the grievant will be
informed by letter that the grievance has been received.

(6) Each grievance will be thoroughly investigated by gathering facts from all
relevant parties and using the applicable statutory, regulatory, and
contractual provisions, as well as AMHD’s policies and procedures.

(7) AMHD will render a resolution of the grievance within thirty (30) calendar
days of the receipt date.  If the thirtieth (30th) day falls on a Saturday,
Sunday, or State holiday, a resolution will be rendered the next working day.
A letter of resolution will be mailed to the grievant and copies are sent to all
parties whose interest has been affected by the decision.  If the grievant has
requested not to be identified, consumer identifying information will be left
off other parties’ letters.

(8) The effective date of the decision will be the date of personal delivery, or if
mailed, the postmarked date of the mailing.

C. The resolution letter includes and describes the following details:

• Nature of the grievance

• Issues involved

• Actions AMHD has taken or intends to take

• Reasons supporting AMHD’s decision or action, including references to
applicable statutes, rules, and procedures.

• A statement that AMHD’s resolution of the grievance is final, unless the
consumer requests an appeal by contacting the Office of Consumer Affairs.
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D. AMHD may grant an extension of the resolution deadline of up to fourteen (14)
calendar days if the consumer requests an extension or if additional information is
needed.  In this case, a letter will be sent to the grievant.  The content of the
notification will include the following details:

• Nature of the grievance

• Reason for the extension of the decision and how the extension is in the
consumer’s interest

3. Appeals

A. Consumers may file an appeal for the following actions or decisions made by
AMHD:

• Prior authorization for a service is denied or limited

• The reduction, suspension, or termination of a previously authorized service

• The denial, in a whole or in part, of payment for a service

• The denial of eligibility

• Failure to provide services in a timely manner

• Unreasonable delays in services, or appeals not acted upon within prescribed
timeframes

• Not satisfied with resolution of grievance

B. The appeal process is discussed in a separate policy and procedure.

4. Other Requirements

A. The AMHD Grievance Coordinator shall compile an aggregate quarterly grievance
report and submit such report to the Quality Council in the required format no later
than forty-five (45) days from the end of each quarter.

The Aggregate Grievance Report shall at a minimum include the following elements:

(1) Number of grievances sorted by date, nature of the grievance, county, and
provider of services, if applicable;
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2) Status of Resolution and if resolved, result including feedback, and

3) Turn-around times.

B. An Aggregate Annual Grievances Report shall be prepared and presented to the
Quality Council within sixty (60) days of the last quarter of the calendar year.  The
report shall contain an aggregate data report, analysis by county, and
recommendations for improvement of clinical and service areas.

C. Privacy of the grievance records is maintained at all times, including the transmittal
of medical records.

D. All grievances and related documentation are maintained in a secure, designated area
and retained for a period of seven (7) years following the final decision, or closure of
grievance.

E. All grievances that concern provider organization actions and are proven quality of
care or non-compliance with AMHD contracts or policies and procedures will be
collated by Performance Management and used in certification and contract
activities.

ATTACHMENTS

Consumer Grievance Form

Date of Review:___/___/___; ___/___/___; ___/___/___; ___/___/__

Initials:      [_________]  [_________]  [_________]  [________]



Attachment A

Consumer Grievance Form

Date Received:                            _________________________________  

Taken by:                                     _________________________________

Consumer Name:                         _________________________________ 

AMHD ID#:                                 _________________________________

Mailing Address:                         _________________________________

Island:                                           ________________________________

Telephone #:                                _________________________________

Name of Grievant:                       _________________________________

Relationship to Consumer:           _________________________________

Mailing Address:                          _________________________________

Telephone Number:                     __________________________________

Note: If a representative is filing an oral grievance on behalf of an adult consumer, please obtain a written
authorization from the consumer through the Authorization To Disclose Protected Information form.

Type of Contact:    □ Letter
                               □ Telephone
                               □ In Person

       Consumer Request Copy of Grievance?  Yes □  No □

Grievance Regarding:

       □ Provider

       Full Name: ____________________________________________

       □ AMHD

Attachment to 
AMHD Policy #
Attachment A
Page 1 of 2



Date(s) Problem began: _________________________________________________

Description of Grievance: __________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________

□ Reviewed written grievance with consumer verbally on: __________________________

 
For Grievance Coordinator Use Only:                                                                 File#: _____________________
Sent copy of grievance to consumer on: ___/___/___             
Sent acknowledgement letter on: ___/___/___
Sent to ___________on:  ____/_____/_____                                                                       New 12/03/03 hj

Attachment to 
AMHD Policy #
Attachment A
Page 2 of 2



DRAFT XX/XX/XX
ADULT MENTAL HEALTH DIVISION

POLICY AND PROCEDURE MANUAL

AMHD Administration

SUBJECT:  Consumer Appeals

REFERENCE:  Consumer Grievances, Denial Letter,
Consumer Handbook 
HRS 91

Number:  60.903 REV

Effective Date:  XX/XX/XX
History:  5/03

Page:  1 of 9

Recommended:

______________________________
Title:  Medical Director, AMHD

APPROVED:

______________________________
Title:  Chief, AMHD                       

PURPOSE

To outline the process by which a consumer may appeal an action or decision made by Adult
Mental Health Division (AMHD).

POLICY

The consumer appeals process is administered by the Office of Consumer Affairs.

A description of AMHD’s appeals process is included in the Consumer Handbook, which is
distributed to all consumers within ten (10) days of entry into the AMHD service system.  There
is no punitive or retaliatory action taken against a consumer, consumer advocate or provider,
acting on behalf of the consumer, for filing an appeal.

DEFINITIONS

• Action – The denial or limited authorization of a requested service, including the type or
level of service; the reduction, suspension, or termination of a previously authorized service;
the denial, in whole or in part, of payment for a service; the failure to provide services in a
timely manner, unreasonable delays in services, or appeals not acted upon within prescribed
timeframes.

• Appeal – A request for review of an action may by AMHD, as “action” is defined.

• Consumer – Anyone who is receiving services or potentially could be eligible to receive
services.
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• Grievance – An expression of dissatisfaction from a consumer or provider, or any authorized
representative on behalf of the consumer about any matter other than an action, as “action”
is defined.

• Grievance Review - A review process for grievance resolutions.  A consumer may request a
“grievance review” by AMHD if they do not agree with a provider’s resolution of a
grievance.

• Inquiry – A contact from a consumer, or on behalf of the consumer, that questions any
aspect of AMHD’s or a provider’s operations, activities, or behavior, or to request change to
another provider, and does not express dissatisfaction.

PROCEDURE

1. Inquiry

A. Consumers should call their Case Manager for any Inquiry or question regarding any
aspect of AMHD or a provider’s operations, activities, or behavior, or request to
change to another provider.

B. If during the contact, the consumer expresses dissatisfaction of any kind, the Inquiry
becomes an expression of dissatisfaction and becomes a Grievance (see Grievance
and Appeal process below).

2. Grievance

A. Consumers may file a grievance if they express any dissatisfaction in regards to the
following:

• AMHD or provider’s operations

• AMHD or provider’s activities

• AMHD or provider failure to respect the consumer’s rights

• AMHD or provider’s behavior

• Provider or AMHD employee is rude

• Provider quality of care
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• AMHD or provider’s privacy practices – copies of these grievances are also
forwarded to AMHD’s Privacy Officer.

B. The grievance process is administered by the Office of Consumer Affairs as
delineated in the Consumer Grievances Policy and Procedures.

3. Appeals

A. Consumers may file an appeal for the following actions or decisions made by
AMHD:

• Prior authorization for a service is denied or limited

• The reduction, suspension, or termination of a previously authorized service

• The denial, in a whole or in part, of payment for a service

• The denial of eligibility

• Failure to provide services in a timely manner

• Unreasonable delays in services, or appeals not acted upon within prescribed
timeframes

• Not satisfied with resolution of grievance

B. Assessment and Utilization Management shall notify consumers about their appeal
rights and processes at the time of denial of eligibility or service request.  Consumers
shall have access to consumer advocacy and AMHD shall assure that any consumer
who requests an advocate for this process shall be linked to this assistance.

C. A consumer, provider or a consumer’s authorized representative, acting on behalf of
the consumer with the consumer’s written consent or if documentation is available to
demonstrate the consumer is incapacitated, may file an appeal orally or in writing.

D. For oral filing of appeal, the consumer (or consumer’s representative with the
written consent of the consumer or if documentation is available to demonstrate the
consumer is incapacitated), may call the Office of Consumer Affairs and must also
submit a follow-up written appeal.
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E. The designated case manager, or the designated crisis support manager, may appeal
on behalf of the consumer without written consent if documentation is available to
demonstrate the consumer is incapacitated.  The case manager or crisis support
manager shall provide specified clinical information to support the appeal request.

F. An AMHD Consumer Appeal Form (see Attachment A) may also be completed on
behalf of the consumer or consumer’s representative.  In this case, the completed
Consumer Appeal Form will be sent to the consumer or the consumer’s authorized
representative if a written authorization has been received for review and signature.

G. The consumer or the consumer’s authorized representative must submit the follow-
up written appeal or return the signed Consumer Appeal Form to the Office of
Consumer Affairs which is designated as the Consumer Appeals Coordinator within
one (1) week from the receipt date of the oral appeal.  If the follow-up written appeal
or the signed Consumer Appeal form is not received within the allotted timeframe, a
follow-up call will be made to the consumer or the consumer’s representative.  If the
consumer requests an extension for the filing deadline of the written appeal, AMHD
will grant another one (1) week to submit the written appeal.

H. If a written follow-up is not received, the appeal will be closed after thirty (30)
calendar days without further action or investigation.  The consumer will receive
written notification of this.

I. If a provider files a written appeal on behalf of a consumer, it will be initially
designated as a Provider Complaint unless accompanied by the consumer’s written
consent.  If the written appeal is filed with the consumer’s written consent, AMHD
will contact the provider to determine if consent was given.  If the written consent is
received, AMHD will transfer the Provider Complaint to a Consumer Appeal.

J. All written appeals should be submitted to:

Adult Mental Health Division
Office of Consumer Affairs
Consumer Appeal
P.O. Box 3378
Honolulu, Hawaii 96801-3378
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4. First Level Appeal

A. The appeal must be filed within thirty (30) days from the date of the initial action or
decision made by AMHD.  Exceptions to this deadline may be granted if details
regarding extenuating circumstances are provided.  At no time will an appeal be
considered that is 180 days from the date of the initial action or decision made by
AMHD.

B. Within five (5) working days of receipt of the written appeal, the consumer,
provider, or the consumer’s authorized representative will be informed by letter that
the appeal has been received.

C. The consumer or authorized representative of the consumer may request to examine
the consumer’s case file, including medical records and any other documents
considered during or before the appeal process by contacting the Consumer Appeals
Coordinator in accordance with federal and state privacy regulations.

D. All appeals will be thoroughly investigated by gathering facts from all relevant
parties and using the applicable statutory, regulatory, and contractual provisions, as
well as AMHD’s policies and procedures.

E. For appeals regarding reduction, suspension, or termination of a previously
authorized service such care will be continued until resolution of the appeal.

F. The AMHD Medical Director shall review the denial and shall make a determination
(overturning or ratifying the denial).  The AMHD Medical Director has the option of
obtaining a second physician opinion prior to rendering a decision about the appeal.

G. AMHD will render a resolution of the appeal within thirty (30) calendar days of the
receipt date except in the case of an expedited appeal.  If the thirtieth (30th) day falls
on a Saturday, Sunday, or State holiday, a resolution will be rendered by the next
working day.  A letter of resolution will be mailed to the provider and copies are sent
to all parties whose interest has been affected by the decision.  The effective date of
the decision will be the date of personal delivery, or if mailed, the postmarked date
of the mailing.



ADULT MENTAL HEALTH DIVISION

POLICY AND PROCEDURE MANUAL

AMHD Administration

Number:  60.X00X.NEW

Page:  6 of 9

H. The resolution letter includes and describes the following details:

• Nature of the appeal

• Issues involved

• Actions AMHD has taken or intends to take

• Reasons supporting AMHD’s decision or action, including references to
applicable statutes, rules, and procedures

• Process for a second level appeal if appeal denied.

I. AMHD may grant an extension of the resolution deadline of up to fourteen (14)
calendar days if the consumer requests the extension or if additional information is
needed.  In this case, a letter will be sent to the consumer.  The content of the
notification will include the following details:

• Nature of the appeal

• Reason for the extension of the decision and how the extension is in the best
interest of the consumer

5. Expedited Appeals

A. Any AMHD consumer (or provider acting on behalf of the consumer with the
consumer’s written authorization) may request an expedited appeal.

B. An expedited appeal may be authorized if the standard review time frame of
AMHD’s appeal process may:

• Seriously jeopardize the life or health of the consumer

• Seriously jeopardize the consumer’s ability to access services with limited
availability with a resulting loss of function

C. All expedited appeals will be thoroughly investigated by gathering facts from all
relevant parties and using the applicable statutory, regulatory and contractual
provisions, as well as AMHD’s policies and procedures.

D. The AMHD Medical Director will review all expedited appeals.
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E. A decision will be rendered within forty-eight (48) working hours of receipt of the
request for an expedited appeal.

F. The decision will be phoned by the Consumer Appeals Coordinator to the consumer
and provider.

G. The resolution letter includes and describes the following details:

• Nature of the appeal

• Issues involved

• Actions AMHD has taken or intends to take

• Reasons supporting AMHD’s decision or action, including references to
applicable statutes, rules, and procedures

• Process for a second level appeal if appeal denied

6. Second Level Appeal

A. The consumer or appealing party may proceed with a written second level appeal
within thirty (30) calendar days from the date of the first level appeal determination
letter.

B. The second level appeal letter along with any additional clinical information shall be
sent to the AMHD Chief who shall obtain all relevant documentation from the
AMHD UM Coordinator and the AMHD Medical Director.  The second level appeal
will be thoroughly investigated by gathering facts from all relevant parties and using
the applicable statutory, regulatory, and contractual provisions, as well as AMHD’s
policies and procedures.

C. For appeals regarding reduction, suspension, or termination of a previously
authorized service such care will be continued until resolution of the appeal by the
AMHD Chief.

D. Expedited appeals which result in an expedited second level appeal shall be
reviewed and a decision rendered within forty-eight (48) working hours of receipt of
the request for an expedited second level appeal if the request has been designated as
such.  The decision shall be phoned by the Consumer Appeals Coordinator to the
consumer and provider.
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E. Within five (5) working days of receipt of the written non-expedited second level
appeal, the consumer, provider, or the consumer’s authorized representative will be
informed by letter that the appeal has been received.

F. AMHD will render a resolution of the appeal for non-expedited appeals within thirty
(30) calendar days of the receipt date except in the case of expedited appeal.  If the
thirtieth (30th) day falls on a Saturday, Sunday, or State holiday, a resolution will be
rendered by the next working day.  A letter of resolution will be mailed to the
consumer and copies are sent to all parties whose interest has been affected by the
decision.  The effective date of the decision will be the date of personal delivery, or
if mailed, the postmarked date of the mailing.

G. The resolution letter includes and describes the following details:

• Nature of the appeal

• Issues involved

• Actions AMHD has taken or intends to take

• Reasons supporting AMHD’s decision or action, including references to
applicable statutes, rules, and procedures

• Statement concerning any other avenues of appeal, if any, available to the
appellant.

H. Consumers or their legal representatives who wish to appeal further must follow the
Department of Health administrative appeals process, HR91f, or pursue through the
legal system.

7. Other Requirements

A. The AMHD Consumer Appeals Coordinator shall compile a quarterly aggregate
appeal report and submit such report to the Quality Council in the required format no
later than forty-five (45) days from the end of each quarter.

The aggregate Appeals Report shall include at a minimum include the following
elements:

(1) Number of appeals sorted by date, nature of the appeal, county level of appeal,
and provider of services, if applicable,
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(2) Number of decisions upheld,

(3) Number of decisions overturned, and

(4) Turn-around times.

B. An aggregate Annual Appeals Report shall be prepared and presented to the Quality
Council within sixty (60) days of the last quarter of the calendar year.  The report
shall contain an aggregate data report, analysis, and recommendations for
improvement of clinical and service areas.

C. Privacy of the appeal records is maintained at all times, including the transmittal of
medical records.

D. All appeals and related documentation are maintained in a secure, designated area
and retained for a period of seven (7) years following the final decision, or closure of
appeal.

E. All appeals that concern provider organization actions and are proven quality of care
or non-compliance with AMHD contracts or policies and procedures will be collated
by Performance Management and used in certification and contract activities.

ATTACHMENTS

Consumer Appeal Form

Date of Review:___/___/___; ___/___/___; ___/___/___; ___/___/__

Initials:      [_________]  [_________]  [_________]  [________]



Attachment A

Consumer Appeal Form

Print Name of Consumer:             ________________________________________ 

AMHD ID#:                                  _________________________________________

Mailing Address:                          _________________________________________  

Island:                                          __________________________________________

Phone Number:                            __________________________________________

Signature of Consumer:               ___________________  Date Signed: ___________

Note to Consumer: By signing this form, you as a consumer are authorizing your provider or any
representative (if there’s any) to file this appeal on your behalf.
                            

** Please fill out this section if a provider or a representative is filing the appeal on behalf of the consumer**

Print Name of Representative:   ___________________________________________

Relationship to Consumer:        ___________________________________________

Phone Number:                          ___________________________________________

Mailing Address:                       ___________________________________________

Signature of Representative:    ________________________  Date Signed: ________

Attachment to 
AMHD Policy #
Attachment A
Page 1 of 2



Description of Service: ____________________________________________________

Date(s) of Service: _______________________________________________________

Describe on the space below what you disagree with and why.  Also include copies of any papers
that have to do with the appeal.
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________
________________________________________________________________________

(Write on back of this form if you need more space.  Or write your appeal on a separate sheet
and attach to this form)

You must sign this form and send it back to us within one (1) week.  Please sent it to:
Adult Mental Health Division, Attn. Consumer Appeals Coordinator, P.O. Box 3378, Honolulu,

Hawaii 96801-3378. Or if you need help, call us at (808)586-4691 (Oahu) 

Attachment to 
AMHD Policy #
Attachment A
Page 2 of 2
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QMHP AND
SUPERVISION
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Qualified Mental Health Professional (QMHP)

A Qualified Mental Health Professional (“QMHP”) is defined as a Licensed Psychiatrist,
Licensed Clinical Psychologist (Ph.D. or Psy.D.), Licensed Clinical Social Worker
(LCSW), Licensed Marriage and Family Therapist (LMFT), or Licensed Advanced
Practice Registered Nurse (APRN) in behavioral health currently licensed in the State of
Hawaii.

The QMHP shall oversee the development of each consumer’s treatment plan to ensure it
meets the requirements stated in the Community Plan 2003 and sign each treatment plan.

The QMHP shall serve as a consultant to the treatment team.

The QMHP shall serve as the LOCUS expert.

The QMHP shall provide oversight and training.

The QMHP shall review and sign each authorization request for clinical services prior to
submittal to ensure that the services requested are medically necessary.

The QMHP shall provide clinical consultation and training to team leaders and/or direct
care providers as needed.

Additionally, for Specialized Residential Treatment Programs, the QMHP shall provide
day-to-day program planning, implementation, and monitoring.

Mental Health Professionals (MHP)

Except for Assertive Community Treatment (“ACT”), the team leader is not required to
be a QMHP. Non-QMHP team leaders shall be clinically supervised by a QMHP.

Non-QMHP team leaders are defined as Mental Health Professionals (“MHP”) and shall
meet the following minimum requirements:

• Licensed Social Worker (LSW); or
• Master of Science in Nursing (MSN); or
• APRN in a non-behavioral health field; or
• Master’s degree from accredited school in behavioral health field

a) Counseling, or
b) Human Development, or
c) Marriage, or
d) Psychology, or
e) Psychosocial Rehabilitation, or
f) Criminal Justice.

• Master’s degree in health related field with two (2) years experience in behavioral
health; or
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• Licensed Registered Nurse with a Bachelors in Nursing and five (5) years
experience in behavioral health

The MHP may supervise para-professional staff if the MHP is clinically supervised by a
QMHP.

The MHP may function as the DIVISION Utilization Management Liaison.

Supervision:

Clinical supervision of all staff is ongoing and shall be sufficient to ensure quality
services and improve staff clinical skills and is according to community standards, scope
of license as applicable, and agency policies and procedures.  Treatment team meetings
are consumer focused whereas clinical supervision is staff focused.  Therefore, treatment
team meetings do not need to meet clinical supervision requirements.

One-on-one clinical supervision of MHP team leaders and direct care providers, if there
is no MHP team leader, shall be performed by the QMHP at a minimum of once per
month.  If a MHP is the team leader, the MHP shall provide one-on-one monthly clinical
supervision of non-MHP and non-QMHP staff.  

The supervision shall be documented in writing, legible, signed and dated by the QMHP
or MHP as directed by the provider agency’s policies and procedures.

The DIVISION funded PROVIDER shall have policies and procedures to select and
monitor the MHP team leaders if non-QMHP team leaders are used.

The QMHP and non-QMHP staff do not have to work in the same physical setting but
shall have routine meetings as defined in the PROVIDER’s policies and procedures.



Attachment G

Crisis Triage Rating
Scale 



CRISIS DEFINITION GOAL TYPES OF SERVICE

Low End Crisis 
(13-15)

Impaired life skills, 
loneliness, lacks support, 
non-acute personal crisis

Promotion, Prevention, 
Early Intervention

Support-service providers, peers, family, 
significant other.  Distress Line.  Referrals-
AMHS-AFSS, Other.

Medium 
Intensity Crisis 
(10-12)

Psychosocial crisis.  
Early decompensation 
(not serious enough to 
warrant hospitalization)

Early Intervention.  
Restabilization.

Distress Line, De-escalation.  Contracting 
Short-term.  Follow-up, Referrals (urgent 
appointments-AMHS, Outreach).  Possible 
Short-term stabilization.

High Intensity 
(1-9)

Acute decompensation, 
Child at Risk?  Psychotic 
Episode, Homicidal, 
Suicidal

Control and de-
escalation, Stabilization, 
Treatment

Warrant/police authority.  Hospital 
emergency- acute hospital treatment.  
Crisis psychiatric assess to facility, other 
hospital admission procedures, 
Contracting.  Referral for Follow-up.

CTRS DEFINITIONS
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